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• Evaluate  customer  support  and  maintenance  functions 

• Compare  current  policies,  procedures,  and  operations 
with  leading  competitors 

• Recommend  the  changes  required  to  support  the 
marketing  of  Altos  products  and  to  achieve  the  objective 
of  making  Altos  "the  Nordstrom's  of  the  computer 
industry" 
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Methodology/Scope 

• Interview  Altos  executives,  managers,  employees 

- Customer  support 

- Marketing 

- Manufacturing 

- Engineering 

- Logistics 

- Finance 

• Review  and  analyze  dealer/user  feedback 

- Reseller  advisory  board  tapes 

- Ted  Drysdale's  field  trips 

- Customer  complaints 

• Review  support  center  procedures 

- Response  center 

- Systems  specialists 

- Hardware  specialists 

- Number  and  type  of  products 

- Contract  offerings 

• Gather  information  and  compare  specific  practices  and 
procedures  with  primary  competitors 

- Compaq 
-DEC 
-IBM 

• Develop  conclusions  and  recommendations 
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Overview 


• Key  problem  areas 

- Quality 

- Management/Measurement  system 

- Cost  accounting 

- Communications 

- Customer  support 

- Separate  charge  offerings 

- Teamwork 

• Key  recommendations 

- Implement  symptom/fix  search  capability 

- Implement  early  ship  program 

- Formal  sign  off  at  product  announcement  and  first 
customer  ship 

- Implement  service  design  objectives 

- Implement  key  measurements  (customer  support, 
engineering,  manufacturing) 

- Provide  most  support  to  dealers  without  fee 

- Release  technical  information  to  dealers/servicers 

- Implement  electronic  link  to  dealers/servicers 

- Add  additional  manpower  to  support  center  until 
problems  are  managed  down 

- Increase  warranty  to  1 year  on-site 
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Dealer/User  Feedback 


Source:  Reseller  Advisory  Board  Tapes 
Communications 

• Lack  of  adequate  pre-sales  information  on  technical 
problems 

• You  should  publish  problems  with  hardware  and 
software.  Also  make  the  information  available  via 
terminal — Others  do  it! 

• Better  feedback  is  needed  on  what  action  is  being  taken 
to  resolve  open  problems 

• Dealer  involvement  is  needed  to  establish  priorities  for 
resolving  open  problems 

• Communication  links  are  very  weak  in  light  of  critical 
user  applications 
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Dealer/User  Feedback 


Source:  Reseller  Advisory  Board  Tapes 

Separate  Charge  Offerings 

• "You  are  charging  me  $1 ,000  per  year  for  an  800 
number  to  log  your  problems" 

• Altos  warranty  is  not  adequate 

- Competition  is  much  better 

- You  can't  charge  a customer  to  go  on-site  to  correct 
a warranty  problem 

• Training  courses  are  too  expensive  and  often  not  high 
quality 

• It  appears  Altos  has  the  intent  of  not  giving  good 
service 

- Call  back  tomorrow  costs  less 

- Ship  parts  today  costs  more 

- No  contract  = no  service 
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Dealer/User  Feedback 


Source:  Reseller  Advisory  Board  Tapes 
Quality 

• Find  the  problems  before  you  send  us  the  products. 
More  user  testing! 

• It  is  not  clear  that  Altos  has  a beta  test  policy 

• It  is  imperative  that  all  support  be  in  place  before  a 
product  is  shipped 
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Dealer/User  Feedback 


Source:  Drysdale's  Visits 

• Dealers  think  Altos  has  a serious  attitude  problem  (i.e. 
arrogant!) 

- Preannounce  products 

- Take  orders  and  ship  before  we  are  ready 

- Charging  for  support 

- Visa  card  screening 

• Customer  support  not  working  partially  due  to  lack  of 
training 

• Customer  support  doesn't  understand  that  the  key 
mission  is  to  serve  the  customer 

Drysdale's  Conclusion:  The  objective  should  be  to  make 
Altos  "The  Nordstrom's  of  the  computer  industry" 
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Dealer/User  Feedback 


Summary 

• You  are  not  communicating  with  me  relative  to 
hardware  and  software  problems 

• "You  TAX  us!"  It  appears  intent  is  not  to  give  good 
service 

• Altos  needs  to  get  in  front  of  problems 

- Support  in  place  before  shipment 

- User  test  prior  to  volume  shipments 

• Overall  attitude  problem 


Conclusion 

• The  concerns  are  very  serious  and  reputation  is  a long 
way  from  Nordstrom's. 
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Customer  Support  Interviews 


Communications 

• Products  are  shipped  before  technical  support  is 
trained,  documentation  is  available,  and  spare  parts  are 
available 

• Customers  are  upset  because  we  don't  tell  them  of 
problems 

• ECO's  are  not  communicated  to  technical  support 

• Our  customers  are  very  angry  about  getting  shunted 
around  within  Altos  when  seeking  answers  to  problems 

• The  software  problem  report  is  for  internal  use  only 


Summary 

• Communications  are  a major  problem 

- Internal 

- External 
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Customer  Support  Interviews 


Quality 


• Altos  hasn't  introduced  a product  yet  that  hasn't  been 
recalled 

• Altos  diagnostics  are  not  very  good.  They  should  be  in 
the  operating  system 

• Software  releases  are  being  shipped  before  adequate 
testing 

• Schedule  has  not  permitted  time  for  Beta  test 

• Field  changes  are  only  installed  as  required.  Therefore, 
subsequent  changes  to  software  may  not  be  tested  at  all 
levels 

• Software  is  our  number  one  problem 

• A recent  warranty  study  found  an  average  of  1.2 
warranty  calls  per  machine  in  the  first  ninety  days 
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Customer  Support  Interviews 


Organization/Measurement  System 

• No  product  cost  accounting  systems  is  in  place  to  tie 
back  warranty  and  customer  support  costs  to  product 

• We  can't  give  answers  on  open  problems  if  engineering 
doesn't  give  us  answers 

• A serious  attitude  problem  exists  in  software 
engineering  (i.e.,  "Its  not  my  problem!") 

• No  maintenance  manuals  are  available  on  the  500,  six 
months  after  first  customer  ship 
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Customer  Support  Interviews 


Parts  Logistics 

• The  key  customer  complaints  in  logistics  are  as 
follows: 

- We  don't  always  ship  the  same  day  usually  because 
we  are  out  of  stock 

- We  charge  full  price  for  a new  part  upon  shipment 
and  withhold  credit  on  old  part  until  it  is  received 

• When  parts  are  short,  new  build  schedule  has  taken 
precedence  over  existing  installed  customers 

• Parts  orders  are  screened  for  a credit  check  before 
being  sent  to  logistics — sometimes  this  causes  a 
significant  delay 
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Customer  Support  Interviews 


Customer  Support  Operations 

• No  symptom/fix  search  capability  is  available  to 
identify  previously  discovered  problems 

• No  download  software  patch  capability  is  in  place 
though  technically  feasible 

• We  are  responsible  for  over  500  software  product 
versions  plus  the  Altos  hardware  products 

• In  1988,  54,525  calls  were  handled  by  the  response 
center  and  24,266  work  orders  were  opened 

• No  measurements  exist  on  length  of  time  to  close 
problems  and  backlog  by  specialists 


V 
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Other  Altos  Interviews 


Communications 

• Products  are  being  shipped  before  technical  support  is 
trained 

• Dealers  are  upset  because  we  don't  tell  them  about 
software  problems 

• Field  change  notices  and  Altos  Field  Bulletins  have  not 
been  going  out 

• Engineering  change  orders  are  not  being  communicated 
to  technical  support 

Quality 

• Beta  Test  doesn't  always  happen  and  we  have  no  early 
ship  user  test  program 

• Technical  quality  problems  are  about  70%  software 
and  30%  hardware 

• The  warranty  extension  study  indicates  1 .2  calls  per 
box  during  the  first  ninety  days 
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Other  Altos  Interviews 


Logistics 

• Clearly  the  policy  should  have  been  and  is  now  that 
installed  customers  get  first  priority  on  parts 

• Parts  logistics  measurement  is  only  after  logistics  gets 
the  order.  Order  entry  and  credit  check  times  are  not 
measured 

• Parts  logistic  measurements  indicate  83%  to  90%  of 
parts  are  shipped  within  24  hours 

Customer  Support  Operations 

• No  one  is  satisfied  with  the  response  center.  Can  we 
eliminate  the  call  back  to  the  customer? 

• The  technical  support  personnel  appear  to  be  "burned 
out."  Perhaps  we  should  let  them  swap  with  the 
engineers  for  awhile 

• Software  packages  are  commercially  available  to  do 
symptom/fix  searches 

• Under  UNIX,  software  problems  reports  could  come  in 
electronically  and  responses  can  be  sent  electronically 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Warranty 

90  days 
depot* 

1 year  on-site 
thru  dealers 
1 year  depot 
thru 

COMPAQ 

1 year 
depot 

1 year  depot 
on  PC**  1 
year  on-site 
all  other 
except  3 year 
on-site  for 
selected 
workstations 

Warranty 

provided 

by 

Authorized 
Dealers  Altos 

Dealers 

COMPAQ 

repair  and 

exchange 

authorized 

services 

DEC 

Dealers  IBM 
NSD 

How 

reimbursed  for 
warranty  parts 
used 

Parts  credit 
on  return 

A check  upon 
return  of  the 
old  part 

N/A*** 

Exchange  for 
new  parts 

How 

reimbursed  for 
warranty  labor 

Depot  $62.50 
per  incident 
on-site  min. 
$125.  + 
$62.50/30  to 
150  mile-$250 
max. 

A flat  fee 
each  call 
based  on 
type  of 
problem  (per 
part  used) 

N/A 

A flat  fee  for 
each  call 
based  on 
type  of 
problem 

Are  dealers 
offered 
incentives  to 
sell  service 
offerings? 

Yes 

N/A 

Yes 

Yes 

* Verbal-on-site  for  model  1000  and  above,  w/i  150  miles 

**  PC  is  on-site  for  CSA  and  MRSA  customers 

***  N/A — not  applicable 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Item  required  to 
certify  others  to 
service  products 

Required/ 

Separate 

Charge 

Required/ 

Separate 

Charge 

Required/ 

Separate 

Charge 

Required/ 

Separate 

Charge 

Hardware 

Training 

Yes/Yes 

Yes/No 

N/A* 

Yes/No 

(number 

limited) 

Software 

Training 

Yes/Yes 

N/A 

N/A 

Yes/No 

Spare  Parts 
Inventory 

Yes/Yes 

Yes/Yes 

N/A 

Yes/Yes 

Hardware 

Documentation 

Yes/Yes*** 

Yes/No 

N/A 

Yes/No 

Software 

Documentation 

Yes/Yes*** 

N/A 

N/A 

Yes/No 

Telephone 

Support 

Yes/Yes 

No/N/A 

N/A 

Yes/NA** 

MVET  Provide 
Warranty  Service 

No 

Yes/N/A* 

N/A 

Yes/NA 

* Not  Applicable  (DEC  does  not  "authorize"  others  to  perform  service) 

**  A customer  service  counter  is  required  which  handles  both  telephone  and  walk-in 
requests 

***  Included  with  training 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM** 

How  is  the 
following 
information 
provided  to 
dealers? 

HowVCharge 

HowVCharge 

HowVCharge 

HowVCharge 

Open 

Hardware 

Problems 

C and  AFB/ 
Yes 

P***/No 

B/No 

B/No 

Open 

Software 

Problems 

C/Yes 

N/A 

B/No 

B/No 

EC 

Change 

Notices 

(HDW) 

C/Yes 

P***/No 

B/No 

B/No 

Software 

Temporary 

Fixes 

C/Yes 

N/A 

B/No 

B/No 

Software 

Updates 

C/Yes 

N/A 

B/No 

B/No 

* How — P — Paper 

E — Electronic 

B — Both  paper  and  electronic 
C — Call  only 

AFB — Altos  Field  Bulletin 

**  IBM  has  an  electronic  dealer  bulletin  board  system  that  allows  data  base  search. 
IBM  reports  that  they  have  not  had  to  make  EC  changes  on  PCs  and  do  not  have 
many  application  software  products. 

***  Technical  bulletins,  service  advisories 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

How  is  the 
following 
information 
provided  to  end 
users?  Is  there 
a separate 
charge? 

How*/ 

Separate 

Charge 

How*/ 

Separate 

Charge 

How*/ 

Separate 

Charge 

How*/ 

Separate 

Charge 

Open 

Hardware 

Problems 

C and  AFB/  Yes 

P**/No 

B/No 

P/Yes 

Open  Software 
Problems 

C/Yes 

N/A 

B/No 

B/No 

EC  Change 
Notices  (HDW) 

C/Yes 

P**/No 

B/No 

P/Yes 

Software 

Temporary 

Fixes 

C/Yes 

N/A 

B/No 

B/No 

Software 

Updates 

C/Yes 

N/A 

B/No 

B/No 

* How — P — Paper 

E — Electronic 

B — Both  paper  and  electronic 
C — Call  only 

AFB — Altos  Field  Bulletin 
**  Technical  update  bulletins 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Are  new  products 
"user  tested: 
before  starting 
regular 
shipments? 

Hardware 

No 

Yes 

Yes 

Yes,  internal 
for  PCs 
external  for 
others' 
products 

Software 

No 

N/A 

Yes 

Yes,  internal 
for  PCs 
external  for 
others' 
products 

Are  "end  users" 
required  to  call 
the  dealers  for 
call  screening 

Yes,  unless 
they  buy  tech 
support 
contract 

Yes 

N/A* 

Yes 

If  users'  dealer  is 
out  of  business  or 
refuses  to  help, 
does  the 

company  take  the 
call? 

Yes  at  a 
charge** 

No** 

N/A* 

No** 

Not  Applicable 

They  are  referred  to  another  dealer  if  possible! 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Is  Telephone 
technical 
support 
provided  to 
the  following, 
and  is  there  a 
separate 
charge  for  this 
support? 

Telephone 

Support/ 

Charge 

Telephone 

Support/ 

Charge 

Telephone 

Support/ 

Charge 

Telephone 

Support/ 

Charge 

Dealers  who 
do  not  service 

Yes/Yes 

N/A* 

Yes/No 

N/A* 

Dealers  who 
service 

Yes/Yes 

Yes/No 

N/A 

Yes/No 

Authorized 

Servicers 

Yes/Yes 

Yes/No 

N/A 

N/A 

End  Users 

Yes/Yes 

No/N/A 

Yes/Yes 

No/N/A 

Is  a 

responsible 

time 

guaranteed 
for  telephone 
technical 
support? 

Yes 

No 

No 

No** 

What  is  the 
average 
response 
time? 

24  hours 

3 minutes 

Depends  on 
product  and 
contract 

Information 
not  available 

* Not  applicable 

**  Objective  is  80%  in  less  than  2 hours;  high  priority  is  100%  in  1 hour. 
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Vendor  Comparison 


1000  Dealers 

ALTOS 

2800  Dealers  WW 

COMPAQ 

DEC 

2000  Dealers 

IBM 

Is  technical 
support  hotline 
centrally 
located  or  in 
several 
locations? 

Central 

Central 

3 locations  in 
USA 

Central 

Are  specialists 
immediately 
accessible  or  is 
the  dealer 
usually  called 
back? 

Called  back 

Called  back 

Called  back 

Called  back 

Do  operators 
log  in  the  calls 
and  provide 
status  reports? 

Yes 

Yes 

Yes 

Yes* 

How  is  the 
success  of  the 
hotline 
measured? 

Response 
time  # 
complaints 

Response 
time  vs. 
objectives 

Customer 

satisfaction 

survey 

Response  time 
close  out  time 
customer 
satisfaction 
survey 

How  many  calls 
per  day  do  tech 
reps  handle? 

? 

60 

Proprietary 

Proprietary** 

How  are  tech 
reps  trained? 

Altos  formal 

classes, 

on-the-job, 

phone 

experience, 

meetings 

Formal 
classroom 
on  each 
product 

Formal 

hardware  and 

software 

training, 

programmed 

instruction 

Formal 
hardware  and 
software 
training,  self 
study  courses 

* IBM  also  has  an  electronic  mail  system  in  conjunction  with  their  data  base  search 
that  allows  dealers  to  log  in  customers  rather  than  through  the  response  center 


operator. 

**  In  1988  the  center  logged  in  265,000  calls. 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

How  many 
tech  reps 
per  dealer? 

? 1 000/1 1 

Proprietary 

Proprietary 

Proprietary 

How  is  the 

? 

Electronic 

Symptom/fix 

Symptom/fix 

productivity 

Data 

search 

search  training 

of  the  tech 

Bases 

measurements 

response  and 

reps 

Level  1 

co-locate 

close  out 

improved? 

Level  2 

hardware  and 

measurements 

Escalation 

software  experts 

How  are 

problems 

reported  to 

your 

support 

center 

accepted? 

Hardware 

Verbally-Yes 

Verbally- 

Verbally-Yes 

Verbally-Yes 

85% 

Yes 

Mai  I/Fax- Yes 

Mail-Yes 

Mail/Fax-Yes 

Mail/Fax-Yes 

15% 

Electroni- 

Electronically- 

cal  ly- Yes 

Electronically- 

Electronically- 

No 

Yes 

Yes 

Software 

Verbally-Yes 

85% 

N/A 

Verbally-Yes 

Verbally-Yes 

Mail/Fax-Yes 

Mail/Fax-Yes 

Mail/Fax-Yes 

15% 

Electronically- 

Electronically- 

Electronically- 

No 

Yes 

Yes 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Are  dealers 
allowed  to 
return  parts  if 
overstocked? 

Yes* 

Yes 

N/A** 

Yes,  limited 
to  certain 
part  #s 

Are  dealers 
charged 
extra  for  fast 
delivery  on 
parts? 

Yes,  expedited — 
$1 00/line  item 
Counter/counter 
—$150 

No 

Yes 

Yes,  if  not 
warranty — 
$25/line  item 

If  "yes",  does 
the  charge 
cover  the 
following? 
Fast  Delivery 

Yes 

N/A 

Yes 

Yes 

Same  Day 
Shipping 

No 

N/A 

No 

Yes 

What  type  of 
parts 

discounts  do 
you  provide 
to  authorized 
dealers  and 
services? 
Flat 

Yes— 40% 

No 

No 

33% 

Volume 

No 

No 

Yes 

No 

* Within  6 months,  1 5%  of  parts  (up  to  $1  million)  for  parts  credit. 
Restocking  fee — 20% 


**  Not  Applicable 

v 


ZACS -26 


INPUT 


r 


Conclusions 


• The  new  quality  organization  was  a good  decision! 

• To  achieve  a "Nordstrom"  reputation,  everyone  must  be 
involved  and  feel  responsible  for  customer  support 

• Disciplines  and  objectives  in  product  design,  product 
announcement,  product  release,  and  product  support  are 
needed 

• The  response  center  log  entry  into  the  problem 
management  system  should  be  retained 

• Significant  improvements  are  possible  in  technical 
support 

• Cost  recovery  for  most  dealer  support  should  not  be 
separately  priced 

• Warranty  should  be  increased 
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Recommendations 


Customer  Support 

• Implement  additional  measurements 

- Length  of  time  to  close  calls 

- Number  of  calls  by  specialist 

- Open  calls  by  how  long  open 

- Number  of  customers  per  open  problem 

- Formal  complaint  tracking  system 

- Total  parts  waiting  time  including  credit  check 

• Increase  warranty  to  one  year  on-site 

• Implement  same  day  parts  shipment  if  order  received 
by  2 p.m.  at  no  additional  charge  except  delivery 

• Implement  "no  charge"  phone  support  to  dealers  and 
authorized  servicers 

• Provide  "no  charge"  training  to  dealers  within  limits 

• Implement  electronic  mail  to  dealers  and  authorized 
servicers  at  "no  charge" 

• Merge  Altos  on-site  technical  support  with  other 
customer  support  group 

• Move  from  3 to  1 authorized  service  organizations 
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Recommendations 


Customer  Support 

• Extend  customer  support  hours  to  match  time 
zones — 5:30  a.m.  to  5:30  p.m. 

• Release  software  and  hardware  problem  data  to  dealers 
and  authorized  servicers 

• Implement  symptom/fix  search  capability 

• Implement  download  patch  capability  via  modem 

• Move  parts,  software  updates,  and  documentation 
directly  to  department  involved  (Interface  to  dealers) 

• Implement  formal  escalation  procedure  to  company 
president  or  "assigned  duty"  executive 

• Use  touch  tone  call  selection  and  record  top  problems 
under  each  major  software  package 

• Add  additional  head-count  to  customer  support  area 
until  level  of  problems  are  reduced 
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• Implement  a formal  sign-off  procedure  to  assure  customer 
support  capability 

- Product  announcement 

- First  customer  ship 

• Implement  an  "Early  Ship"  program  (customer  test) 

• Measure  engineering  on  open-problem  status  and  action 
plan 

• Implement  service  design  objectives 

- Failure  rate 

- Service  cost  percentage 

- Remote  diagnostic  capability 

- Resident  Q.  & A.  data  base 

• Implement  cost  accounting  back  to  product  manager  for 
customer  support  and  warranty  costs 
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AVERAGE  LENGTH  OF  TIME  TO  CLOSE  WORK  ORDERS 


Source:  Archive  data/month 

Calculate:  # days  lapsed  per  W/O  closed 
Plot:  1.  Overall 

2.  By  group 

3.  By  specialist 

4.  By  product 


2. 


WORK  ORDER  DYNAMICS 


Open  W/O  (Backlog) 


Source:  Archive  data/week 

Total  open  work  orders 

Calculate:  # opened/week 
# closed/week 

Open  backlog  = Starting  balance 
+ W/O  opened 

Plot:  1 . Overall  - W/O  closed 

2.  By  group 

3.  By  specialist 

4.  By  product 


Weeks 


3. 


OPEN  WORK  ORDERS  BY  AGE 


2 days  1 wk  2 wks  4 wks  8 wks  to  <*> 


Work  orders  still  open 
(backlog) 

Age  of  open  work  orders 

1.  Overall 

2.  By  group 

3.  By  specialist 

4.  By  product 


This  month 


Last  month 


Age  of  Work  Orders  Open 


4. 


NUMBER  OF  CUSTOMERS  PER  OPEN  PROBLEM 

60 

Product  A 

Problem  22  Source:  Open  work  order  file 

50 

Calculate:  1 . Sort  open  work  orders  by 

g 40 

product 

E 

/ 2.  Ask  specialists  to  analyze 

1 30 

/ and  assign  problem  #s 

O 

/ 3.  Sort  by  problem  # and 

/ count  # customers 

20 

s 

/ Plot:  By  problem  # by  product 

10 

i i i i i i i i i i i i 

JFMAMJJASOND 

5. 


PERCENT  PART  ORDER  LINE  ITEMS  SHIPPED 
THE  SAME  DAY  ORDERED 


Source:  Parts  order  system.  Count 

day  ordered  time  as  prior  to 
credit  check. 

Calculate:  Match  day  ordered  to  day 
shipped  by  line  item  to 
determine  # shipped.  Count 
# line  items  by  day  ordered. 
Calculate  %. 

Plot:  % by  month 


6. 


DEALER/CUSTOMER  COMPLAINTS 


Source: 


Calculate: 

Plot: 


Send  memo  to  all  Altos 
Mgmt.  that  copies  of  all 
complaints  be  sent  to  one 
person  at  headquarters 
(written  and  verbal  should 
both  be  documented) 

# received/month 

1.  Overall 

2.  By  product 

3.  By  region 
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FAX  COVER  SHEET 


TO: 


LOCATION 


FROM: 


j07~ ^<W 


INPUT  HARTSDALE 


DATE: 


NUMBER  OF  PAGES: 


/ 


OF 


z. 


CONFIDENTIAL:  YES 


NO 


URGENT:  YES 


NO 


DESCRIPTION 


s%s* 

^_J  ^e>^f  /*  — 


5 1 *»i 

-l.-.*"  A.. 


. 


Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Are  dealers 
allowed  to 
return  parts  if 
overstocked? 

Yes* 

ye* 

N/A** 

Yes,  limited 
to  certain 
part  #s 

Are  dealers 
charged 
extra  for  fast 
delivery  on 
parts? 

Yes,  expedited— 
$ 100/line  item 
Counter/counter 
—$150 

■0 

Yes 

Yes,  If  not 
warranty — 
$25/line  item 

If  "ye$\  does 
the  charge 
cover  the 
following? 
Fast  Delivery 

Yes 

rf/A 

Yes 

Yes 

Same  Day 
Shipping 

No 

r//A 

No 

Yes 

What  type  of 
parts 

discounts  do 
you  provide 
to  authorized 
dealers  and 
services? 

Flat 

Yes— 40% 

//a 

No 

33% 

Volume 

No 

/ft 

Yes 

No 

* Within  6 months,  15%  of  parts  (up  to  $1  million)  for  parts  credit. 
Restocking  fee — 20% 


**  Not  Applicable 

ss INPUT -J 


i 


Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

How  many 
tech  reps 
per  dealer? 

71000/11 

^ rc>(7\T\cfa*j 

Proprietary 

Proprietary 

How  is  the 
productivity 
of  the  tech 
reps 

improved? 

? 

/V  b frtrj 
/ 

c*  L 

* 

Symptom/fix 

search 

measurements 
co-locate 
hardware  and 
software 
experts 

Symptom/fix 
search  training 
response  and 
close  out 
measurements 

How  are 

problems 

reported  to 

your 

support 

center 

accepted? 

* 

Hardware 

Verbally— Yes 

85% 

Mail/Fax— Yes 
15% 

Electronically 
— No 

-y<* 

Verbally— Yes 

Mall/Fax— Yes 

Electronically 

—Yes 

Verbally— Yes 

Mail/Fax— Yes 

Electronically— 

Yes 

Software 

Verbally— Yes 
85% 

Mail/Fax — Yes 
15% 

Electronically 
— No 

a//> 

Verbally— Yes 

Mail/Fax— Yes 

Electronically 
— Yes 

Verbally— Yes 

Mail/Fax— Yes 

Electronically— 

Yes 

v 
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INPUT 


Vendor  Comparison 


1000  Dealers 
ALTOS 

V-t'Ci-  /^n 

COMPAQ 

DEC 

2000  Dealers 

IBM 

Is  technical 
support  hotline 
centrally 
located  or  in 
several 
locations? 

Central 

Central 

3 locations  in 
USA 

Central 

Are  specialists 
immediately 
accessible  or  is 
the  dealer 
usually  called 
back? 

Called  back 

01  m 

A 

Called  back 

Called  back 

Do  operators 
log  In  the  calls 
and  provide 
status  reports? 

Yes 

/<* 

Yes 

Yes* 

How  is  the 
success  of  the 
hotline 
measured? 

Response 
time  # 
complaints 

Customer 

satisfaction 

survey 

Response  time 
dose  out  time 
customer 
satisfaction 
survey 

How  many  calls 
per  day  do  tech 
reps  handle? 

? 

Proprietary 

Proprietary** 

* \ 

How  are  tech 
reps  trained?. . 

Altos  formal 

classes, 

on-the-job, 

phone 

experience, 

meetings 

£&  l/s***-** 

Formal 

hardware  and 

software 

training, 

programmed 

Instruction 

Formal 
hardware  and 
software 
training,  self 
study  courses 

has  an  e,ectr°nic  mail  system  in  conjunction  with  their  data  base  search 
that  a. lows  deaters  to  log  in  customers  rather  than  through  the  response  center 
operator.  t , 


**  In  1988  the  center  logged  In  265,000  calls, 

INPUT 
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r' — : 

Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Is  Telephone 
technical 
support 
provided  to 
the  following, 
and  1$  there  a 
separate 
charge  for  this 
support? 

Telephone 

Support/ 

Charge 

Telephone 

Support/ 

Charge 

Telephone 

Support/ 

Charge 

Telephone 

Support/ 

Charge 

Dealers  who 
do  not  service 

Yes/Yes 

Aft* 

Yes/No 

N/A* 

Dealers  who 
service 

Yes/Yes 

N/A 

Yes/No 

Authorized 

Servicers 

Yes/Yes 

/'•/st 

N/A 

N/A 

End  Users 

Yes/Yes 

Yes/Yes 

No/N/A 

is  a 

responsible 

time 

guaranteed 
for  telephone 
technical 
support? 

Yes 

7>o 

* 

No 

No** 

What  is  the 
average 
response 
time? 

24  hours 

3 

Depends  on 
product  and 
contract 

Information 
not  available 

* Not  applicable 

**  Objective  Is  80%  In  less  than  2 hours;  high  priority  is  100%  In  1 hour. 


INPUT 


Vendor  Comparison 


f 

ALTOS 

COMPAQ 

DEC 

IBM 

Are  new  products 
"user  tested: 
before  starting 
regular 
shipments? 

Hardware 

No 

t 

* 

Yes 

Yes,  internal 
for  PCs 
externa!  for 
others' 
products 

Software 

No 

///A 

Yes 

Yes,  internal 
for  PCs 
external  for 
others’ 
products 

Are  "end  users" 
required  to  call 
the  dealers  for 
call  screening 

Yes,  unless 
they  buy  tech 
support 
contract 

y<:5 

N/A* 

Yes 

If  users’  dealer  is 
out  of  business  or 
refuses  to  help, 
does  the 

company  take  the 
call? 

Yes  at  a 
charge** 

//<,** 

N/A* 

No**  • 

• Not  Applicable 

**  They  are  referred  to  another  dealer  If  possible! 


V 
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INPUT—' 


. 


r 


\ 

Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

How  is  the 
following 
information 
provided  to  end 
users?  Is  there 
a separate 
charge? 

How*/ 

Separate 

Charge 

How  7 

Separate 

Charge 

How*/ 
Separate  - 
Charge 

How*/ 

Separate 

Charge 

Open 

Hardware 

Problems 

C and  AFB/  Yes 

P/f/e 

B/No 

P/Yes 

Open  Software 
Problems 

C/Yes 

V/fi 

B/No 

B/No 

EC  Change 
Notices  (HDW) 

C/Yes 

B/No 

P/ Yes 

Software 

Temporary 

Fixes 

C/Yes 

M/4 

B/No 

B/No 

Software 

Updates 

C/Yes 

A//> 

B/No 

B/No 

a i m ■ 

* How—  P— Paper 

E— Electronic 

B— Both  paper  and  electronic 
C— Call  only 

AFB— Altos  Field  Bulletin 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM** 

How  is  the 
following 
information 
provided  to 
dealers? 

HowVCharge 

i 

HowVCharge 

HowVCharge 

HowVCharge 

Open 

Hardware 

Problems 

C and  AFB/ 
Yes 

tf y° 

B/No 

B/No 

Open 

Software 

Problems 

C/Yes 

//a 

B/No 

% 

B/No 

EC 

Change 

Notices 

(HDW) 

C/Yes 

Mr*. 

f/r/o 

B/No 

B/No 

Software 

Temporary 

Fixes 

C/Yes 

A/a 

B/No 

B/No 

Software 

Updates 

C/Ye$ 

S/a 

B/No 

B/No 

* How—  P— Paper 

E— Electronic 

B — Both  paper  and  electronic 
C — Call  only 

APB — Altos  Field  Bulletin 

**  IBM  has  an  electronic  dealer  bulletin  board  system  that  allows  data  base  search. 
IBM  reports  that  they  have  not  had  to  make  EC  changes  on  PCs  ar\d  do  not  have 
many  application  software  products. 

7f  c//> / J /f<r 

2ACS-20 


INPUT-' 


t e : a. 


n h _i_ 


— iid 


« 


"N 


Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Item  required  to 
certify  others  to 
service  products 

Required/ 

Separate 

Charge 

Required/ 

Separate 

Charge 

Required/ 

Separate 

Charge 

Required/ 

Separate 

Charge 

Hardware 

Training 

Yes/Yes 

Yes//^ 

* • 

N/A* 

Yes/No 

(number 

limited) 

Software 

Training 

Yes/Yes 

F/a 

N/A 

Yes/No 

Spare  Parts 
Inventory 

Yes/Yes 

Yes/Yes 

N/A 

Yes/Yes 

Hardware 

Documentation 

Yes/Yes*** 

Yes if/ 

N/A 

Yes/No 

Software 

Documentation 

Yes/Yes*** 

At*;. 

///A 

N/A 

Yes/No 

Telephone 

Support 

Yes/Yes 

N/A 

Yes/NA** 

MVET  Provide 
Warranty  Service 

No 

Yes/N/A* 

N/A 

Yes/NA 

* Not  Applicable  (DEC  does  not  "authorize*  others  to  perform  service) 

**  A customer  service  counter  is  required  which  handles  both  telephone  and  walk-in 


requests 

***  Included  with  training 
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INPUT 
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Vendor  Comparison 


ALTOS 

COMPAQ 

DEC 

IBM 

Warranty 

90  days 
depot* 

1 year  on-site 
thru  dealers 
1 year  depot 
thru 

COMPAQ 

1 year 
depot 

1 year  depot 
on  PC**  1 
year  on-site 
all  other 
except  3 year 
on-site  for 
selected 
workstations 

Warranty 

provided 

by 

Authorized 
Dealers  Altos 

Dealers 
COMPAQ 
repair  and 
exchange 

«/ ft  rvt  lew 

DEC 

Dealers  IBM 
NSD 

How 

reimbursed  for 
warranty  parts 
used 

Parts  credit 
on  return 

Ex^hpri^fdr 

ripv/p£rts 

f jA- 

N/A*** 

Exchange  for 
new  parts 

4 

How 

reimbursed  for 
warranty  labor 

Depot  $62.50 
per  incident 
on-site  min. 
$125.+ 
$62.50/30  to 
150  mi!e-$250 
max. 

A flat  fee 
each  call 
based  on 
type  of 
problem  , 

ft  •'/ &S  t 

N/A 

A flat  fee  for 
each  call 
based  on 
type  of 
problem 

Are  dealers 
offered 
Incentives  to 
sell  service 
offerings? 

Yes 

N/A 

Yes 

Yes 

* Verbal-on-site  for  model  1000  and  above,  w/i  150  miles 

**  PC  Is  on-site  for  CSA  and  MRSA  customers 

***  N/A— not  applicable 


ZACS-18 


INPUT—' 


f\ ! to  - 5 Cjp-mbjli^x  _!ny~s 


t' Efva.  lu af /'on  of % 

£.tr“  dust cnn^y-  ^Supf>oy-i~ 

» JY\aiy\  f’e.'nasnQB-  Oh.e.y-a-f'i'ons 
■ Tolim'e.  s 
* 'Procedure.^ 


I vi  yb 


J-j  1 fo<s  Ca-m  bui&r  Svs/e^s 

J'hj&'yi  dcu 

0 

■ Oi 

^yecf/Vas 

athoao/oj y / Scope- 
l/erv  te.us 

i.a.  la  r / User'  h aad  bcLak 

• M 

• 0 

- De 

■ C.  u sto~we.r  ■So  j^f^or  t -I>i1e.rviews 

■ Other  Altos  1-n  fat-vieuu  s 
® Vendor  Coyyipa-irf&o  n>S 

* Coyia/us/c  ~ns  / R&COvn  vn  £-11  <d  a- ~hioYis 


Lvijouf 


• • ..  L.  . ^ , J ■ 

, ' 

,.Lfi  : . • . lA  . . « 

n^-w  ' JL  - 


I 


. b.,v'4;  , --D— :-,u9 ’ll. lL_  ' i 


— 


3 


d?s  J3c  rji/d 3 


* ^ 3 a 2c  ^ 5 ■ 


' -Opu S 

^<2^7  ,4  y^f  A*Ut*  yf  C-  < -f-TyrS*  C /b  d> +1 3 « 


^ * y 


/ 


’ <~d  ^ yt?y~d>  C < Au  W<  $ 


« STHyOA  r~  C C-Uy-y-d  /~  y&  <? /<is[ 

./  £^V*"-«.  A/<fyt  $ <y^<  /<4  /ry  y/.‘? y ed&ytof^f /^'/£,^  . 


<J*x?  tf/ 


* y^e 


da  y^nyjarcyt 


e/  j&e  cA* 


l$c5  ^ 

A 


Ae/  y-& 


^j/ft^r-ZCfcA/^^  af- 


Set'  'asC- 

s*?//e>j>  yp^-a  e/uefCf  ^ ,-irryss*  3*-^ 


& j^j+eAur  <=>  y2-  s?y«A>u^  s9/A>*  frA* 


V 


t—y/p  A~e?yM  s e?  A AA~s  yZe?uA *t^£>uA*~  AZ-SPe/'^jA^p  — 


M 


(sj  y/^co p-g 


"s?  /-C^u  / c ;<?  //o  2 s^rrCis /,  l*<3y  /ft* 

— . £ o'?  /*s*uj  y-  5 yyr'- 


J /?AHy/0y£<3 


"*  <-,'  //r  /-i  w ^ 

* < y?  <-y  //,  c_  /r  t*  ~p 

— ft  /-/»?  ^ 

y<^*Je  Jr'c  ^ 

— • *t  c /* 


/? c t*  /c 


c/  x /j;>  e j/?**/r  *'y'/s5e*-  Psc<//*c4' 
//***  fZyxj 

7*</  £?/-?* /s£- h ^ 7^'f>$ 

y4?  'U^. 


£S  y'(  <X-*"  ^'y/Sy7c>  >—  /~~  p/yf  /t^yy- y{/t~~&C<<rt6’t-f  3 

— ' ^ t?  * i / £ /~5 

Pp><r<^.  '-/* ^5 

"""  ^^£cv4/>*«^T 

~-  y^^>y¥»**/e  *&**—&£'  / f*  0 f~*-t>  <^-C 

■—•  /a  *1  //£ 

<&M‘''  /'*t ytst*-*zJp 

* P/>e<y'gt<<-  ^cAfi  *Af//On><t</**L6 

'M  ^"<2>  c /o*^p 

£ C?/H<  pA.  <& 

&/rc  ' 

3T3/H 

& < y/ f£>  <T  /t-'jf  y o <?  ^ yL*+*—ejP 


. ^ ^ V"._, 


W - 


\~v  > >.  ' - - . 

•%.  ...^ 

* KV  -\  ~ 


•_  ■,- ' • - t • ’-*rs  -i. 

'X'  .^;  - 


■■ 


' * 


•o\  ->':•;  ><.*** 

- ••  •:- 


' 

, '*s.  -*:  - V JW  '■  - 

■' 

”...  - ->  •■. 


. ( f*  • \ ' - ■“*"* 

••  »**s.«n  > _■  . ■ — v . _ 

->$5  ^ \ '•v 

K \'v^  !v 

. -.  .kv,  si  » . - . *r~,'  :>  - 


V ^s.  ' *w\*. •**.-.*>  4 . '•-hov 

* 


0 


" yvmAusuLsy^^yf-' 

' //I A ^ 4.  ^ytcy>)i(*tr  b/H* 

— A#  5 /~  OS^Xs&^xi  rffrov/i /] si 


(?0  A*1  sM  eA/?s  Vsc  //g 

s/sc  / S^O  ^ SS/Dj&O  S'/' 

Sv~r-*j*L*<."  efpgfiu&s 


j#y 


T'cm.  stri  iStSGs's^ 


C&sW  s**-^  &/jc  /?&A  ^ J 

2. ? y sty CAfA-C*/f*2y 

//stf*yO /tslvLSSL  /"  JrL^/j  5 A. y> 

’ /^^a* %.*_/  <?  f/~~  ArtsfosAU.^^tf'  a^e/ S^yi^-ece e-  *bf 

' -/  cUyo  /<.*V~*-‘ — /~  ic<st<_£  /C^>*peJ 

— 'sKSel  ^ s/t<p  /ff<r<ijiss«^sim~e*-^S  (/ ' ftypsr/  /■*}  ■ *0*4^  ^ M-fXy 

— 1 /^t-o  Cs<  '</t  / 3<sf>y*S  '-^  /v  atcSL  /<***  /^-f 

' ’ s/s  / Csij  < 7? ,1  s<-  / //>  S'e*K  ^ /f  * T /jS& y/^£jr*S'C<ssJ 

— j/s*si/v,  /y  s4+~S ’st  <r  .y/  /*  £./**>■*  e'c  y/j/f  /o 

— 1 A^e/y/  /?  c/e/e  '/*<}*<,/  /Zfx  yt  /D^LAyC*”  y/j  A^Ay/*  " ^~  /s**/*^ 

As*/-tV  sZ^  yfrtA. StA-j*s/  c/a>  

j/sZZ ?-<-+-■$  C ^Syt^eZ  /A>  / <~jCS<  O'?  $ ' '/e 


£>jr/ivrfi 


Svrce  ; 7^yt>S£, 

K 

{JJJ&sW  sm  /S/J  ' Jst  A*  Cy1  £ 


0 S~C—?yi  /*■■&■  S ^ 4*.  « d?  0 


06**.- 


^ ^ >-y  <£-£^'  V^  ^J+L  >"  ^ ^ ^ 

^ «£?1 O /&(  /^j4<  y J?  /-£>, /4 .2 l4/*- A A 

jJ</  *L  dJ^ 0/A>  / ^ ^ 

<A 

0 y&<  44-~~  /ZeCe/d&t  /<(  /£  JiS'^A'  &c/-'0‘* 


S 

/ j£ 


j/^>  >—<*&  /-<  0 


j/P 


AAs+^'S 


/istyf^-l'^A  y'f  ^^dt/f/  df>0  5 *^"5 

0 f>r*r  jo. 


&+-.*/,  <4  ^ ^-efo/vK*^  0 £>r>*  0>s~o  A A*4**  4 


(^■C?  . '£*lA*<0*4£>  /s  Jr  /fJ  J&  ^ /A 


/* 0 A <r*-~r'A  'Ck  //J  /i^y/r'r0C  A 00  ^ 


<0 


* 


— - • ■ ^ 


\ 


. ..  \ • - :■  ' > — 


— — 


L_^_ ^ -_'i  ■ ' ' ' ' ^ >■  ' 1 


• * 


* 


' ‘ 


-^Li±s, 


" 


S* 


7 


^cnjur&i  y /?c4<//r+-  /?d ■"*? *-*-)  T/y^O 


^Ajl  ^ JL  <£>  A&*"**3S 


u 


S>  JK?^  >-r  '-■p+t^c.  ^7  ° ff*'  /-v*'  (^ 


/^7  z*  sf*€  T'  *'-'  y/^zp  /#y  /^cus^  ^>  r-o  d /z*th~3 


I / 


/*?/ k 5 £^4.  >->^  y*  /zp  s S y&t  <?  7 ^ ^f/<r 

. — C.o/byoc/t'ho'l  sf  s4*js<-A 
J/&CS  /J*.*  7 £/>*  b-M-*.*~  A?  asi  ><  k 

yt-O  <^0  S-r<<^/~  ^ yO/^^/csHt 


4*-+—C  j/e>&  ? ' " ( 

*sf£a-  k &^a/'  A; 


^7  kLf  O ky^l  * (/^ 

V Is/  +*$,  ^p£>k  C_-C 

— £*.//  * A>  A*$ 

— * pOj  ^A  A?k*-*p  <c*?  ■*  /? 

— pW.  & <£&><  kz*~^k  -zz  sPto  ^-eKt/'kA- 


A 


. ■ .. 


-v  ' X ■>  •»  . 


(•  ***•  • u r > '•  y_.  v. .. 


**> 


X*  -■  * • < 


■_  V 


,A  A 


.V  ' ■ > Vt*  \~ 


. 


- 


' s ■ 


\ 


“*■  , . •• 


* V \ 'CA' 


r . 


> -V  V 


* • > - - 


v - — 


sZPjr' />/■&*•  /£/*£R  /zr&rDBAcK 


T*fcS, 


/^/^c/  y/^L/  y£>  s- £ / c Sl*f5  ^(?  /o«-C  <^7  0CS  ^£.ste/  C/S 

^ <_f~^  /&20  /—€  S>^z  S^>  / 


&>  -Z~/~  /?  sf+o/^  ^ S#/A>5  ^2*-S  3(J^*y 

*/s  - 


dt>  ZZyL 


'>  S 


/*pi 


t -/-/is  r /-^h-/~  ^ //  ^ ^yyoo  r/' 


y^C  y ^z  ^>/+~cZ.  ^V.  y&  S^-z? 


9 


/?***£*  / (/4 

^Doortei  7^^/  £?*-*?*  &*/<*  /^'*'/y 

JD  //<*/<  /$ / /o  5 Asc$  ^/-'bo'5  //j  /-ist-l c 

y^  ^ ~&  ^ A /“  S^<>  £*.  /I  +0 

— /c?-<  «*  ris>o is**  <-X  y/~v  /is  ’-Z^' 

^'Z  /cA*-< 

""  £ j j y*.*^  ■/-&  y ^'is^yO  0 s~ /" 

— — ^ ca.  a- </  y <z- S~<£-*1 1 * 7^ 

^ //y?U>/U«Us~  y^yyoc^./'  /■  ^0  yOA  ^ A\//> 

/&  /j<_t,/A  <?  /~  1*1  1st  *y 


^ j/osH*JS-  y<yye>**~/'  <z/$r*S>  'A  <Z'St*^C+'  * /■  < </  //* C 

A^AA  yy.  . s ^ & *7  /y  A,  ye^ts<  //^e  — — 


/*.  /<  t> 

dP  Ay  c <_  /?.  iA  f y ^0^  Ac/  y/^  A&  /4pc*~  /*/ 
// / /&  5 ^ yA<  /fa^-cAi t /^>**/,  & 7^  y^^uyo^/c. 

jy~x  <*// * /^7  — 


ii 


"A  - 


- s : £~\  vA 


v • . V 


' A '•  -v  'v 

\ *•  x x 


■ ■ ' 

V'- 


**  .■  S * ' 


$ >- 


v *.  • A ■ A.' A 


••• ..  . 


V 


" X 

A 


x 

% \ 


■i  > 


N 


. 


x r-v  ^ 


• • . ' < ■ v\ 


e X^LS  ^^_c  s*^e> C&<WSlKJ//> s ^ /"i^  '/*?  A?e 

7/  y^i  s^y/u^*-  ^<£>  '£-? 4t-«-^-f  />-v£>  AAj& L- 


// 


7^/1/  1/3 


/ 


n 


V"  y4 ys?  £yl  A S $ 


A~  /?? 


^//  ^ 


c/^  3 f K*"  ^ — ' 


y?//&H  /?fce/s  /4>  ^e  y^  ^.4  <? /- y?/^> 

— ZtyyS-  yo  /y^C-  < y<~/**-<  £ 4 * 

" /Z  i>  ^ j/o  ^s2j/ts4+*y  ^/f  iJPM4cc*-^3 


y y^.^y / y/^/y  {/t^y^  y?s^&  yy*t*2 


^3?/)  e/tyfsb/l  - 


/y<  //?  y C ■£>  <zz  S~<  //f^y  3 e ys  &l/  y 

yf^A*  , 

^ /y&'W  s3z s^y* .y&sfH  ^ 


; >\i>  1 


:a*Z : 


50PPOKT 


£ Opyyi  /yyi  o>/1  ✓ Ya.  ~h  S 


* YY  <y  <Y l*  c /-*>  ^ s—e  5 A ' f *-<Y  tYrSv—e  ^Ci^yj/ot./  Ss^S/OosY  / i 

S'/-*  y ^ Y_Yt*St  y P s ts*  / /*.  Y Y p<-  >»  s'  k f * ’-*.  J04.  r-/*, 

s7  s-c  * ss  , Y^Y/f.  — 


^ 3 Jz>  sUt-Z  &L  y~<  <SY<oSsJ<  <pY#  st 

/YY/  YYYsp**?  o 7 ^ AAjmc^  s 


/ 


C O 6 ^ 

ZZ'o*  j£>s?o  ^7^ 


S-  C sfto/'  y C?  sTsf  rf+i  ts  St  / Jtf<-  As/  /Y  77^/tjtj  '*«_  / 


S?  O'  S~~  jY?  sfr*s  £ s*  >—  <T  is  < s'  st~  st  j s <-y>  Ye/  *»  Y~  YA *1 

■~?hOyii~Qd  , , 

S*if*f**  mYsYs  / ss  *—ays  st  s'  y-*-'  * YY < 't  Y Y Y&  s ^ ip  \i\s.,«i  5"  qpi_  I yjq# 

Osy\5U)&.Y'5  ~to  jl'robjc.'Vn  S.  K'~> 

s/  / - ^ 

yS/f  < cj  SYts-^  ^— < e?s—z?  /YYcsUi  a — C jz?p s — A s' ^ 

uses  x 

S'Y?  yYs-st  fj  <£?S7  Y, 


YY  ^ sryi  sppis  t^sy 


t^/^LSSj/Yst/s&st  $ SLrS  sS  sW-Aj'oS  J?S^> 
YsYYi  yY  jssi*. — A 
Y^  Y YY  -^stsp  / 


/Y 


IZL 


& 


& //*~  / ' A 


/rf  //**$  A-t>dtsc<  t / ^sc c A AAc  A 

sAa  3s7  ■/-  /<  <W  J-C^A.  /XV- 


/)lf.3  , 

<^/  ' «£  si <? * ^ C J ■*—<-  yyva 

^ A-Ois  /A  A<  Ssi  /^j(  A**-^ 


/ >^v/  ^ <3^/  ^ 7^ CZy 


la 


>-  c 


A*  y^*p>  ^^s^yac*/  /Vr  /*- — < 


^ /Vx<_*  _ 

s*?  **/*  A<  /<2t/t*t*j 

^ |^~'~ ^C  Xc  cA**  ^ ^ > — /A*r  ' 

y/-7  f^ZS  J—  /A  t-  /A  7^ 

^Abj,  X/vV^Jdu^iLol^  f 

* /^'< /cJ  AA*— c/4~f 

V <^"  c ^jscyt.  A"  Cl  /AA-Ac^> e "Z?  “5  & A At^u^_  ^— > 

/~  /<_  /t*  A^A  ^ -/-  Al// //tisc/^p  » 


& ’S' t 


S 


<r  <5?-^^  >^7/^sUt-  ^ ^ / yes^A/a*^ 


/9  y~e<^-e/i  A 

C-*-**. 


s0*t  ^ 

c Ay  crA  >7  ^ — " — “ 


Aj[ 


S'lz-.  s4  AA 


*i»_  - 1 _ — ..  . ' Ti.’ • 


— .m . 


. •> 


w - ;■ 


apiss- 


or-/-  jA/?  Jc+'i/J  tu^> 


ct*  / Ate*  J <s s<-/n*y1'^/  ^‘£'*/c 


yS/^’oCc/'  A-£>  3 /—  /l  SO/) SSI  /zsl-y  /ft 

/~7<?  SS-~*-*~+K * s 4/  tZ'*-  ^/«,>*-<  *-  3 C^S/Ops  /* 

s/b>  stA  C /^”"L— 


'Csu*  3 


Ats*  £/esi  • /-  JJ  / isC  /2_st?SsCs~^  O-*- 7 CO /&  ("si  y0s~0  A /*, 

' s?/&  m s>/'/~  s/  'IsT  <sS,  s^s? JZ’/LS’ _ 

» 

S^P  ‘5-Z'S-s  t>  ^ io  ^sl  rf/y  'A-'S^C  y&*-o  ^/c+pisf  3 y >7 

co  A-'A**-^ --*■  €*0^  p * sss  r~i  s A ^~ls  syito  /~ 

///  ' 


sAt* 


> /^ 


>>-o 


A/csW^ 


s^t^  ypfs/^  /cs&ttc  C <*- s? *"T^ /z> 


S Css?  ' 


////( 


. 


v - 

IV  . . , •■-•V'  i • * vS  ^ 


‘ ' ’ ’ ' ■ 


- 


' iN 


^ 7*044 /?/?(>  ''f'  A?  e L^~> 


7s4< 


<£>'*-' 5 ,/-0 *!*-£ i-~  /a.  ‘ ~ * '^7  /& jf  ■•  3 i/t-C  & 

£ y~^c>  ^ ^ -" 

y ■ - s\  /^  ^ ^ d'j?  yy*.  3/cyu-^ 

^^oay/^  y'^  4.^  ^>y^~  c>  y y>A>^Jf- 


y / *r  f ^ r f ~~~ 

jpjtMf'  . u|aew  .diX.^=r 

TV  v_vv  /r  1 

. >/  / / / x - — — ji'jf1 , 7 — -<• — — / t / 


y^ts-Az^i  *Ls~<  ^ s^Z  €"  Zs*-^  */*■/ 

^ <c/?c<'/^  / ( Ai-A^sr  ’£*—  ejs'c-^ 


/^c^/3  ^ ^ /Z>a~  ^ c^tc/*  *■/’  <r/?ccy 

y't /-*>j-<  y y? 


0 ^ ^ ~ y°%  '*/*^i? 

y}^Li_  Oj3u*-4lQ_±;  Oo 


'<W4 


LET 


yo  ^ jb>  si* ^y^y6 


EZ^z  ‘cc^jE 


J 

y^s  A>^<  4^  d> 


7?o  &2S&  ^ sHi.  /oshi  y^‘%  ^<-/]  <^><yO^  ^ /*  3 

^ ^ yy<.  y^>  / y<z/'c^  /?  y£3-<-  C"  ^ $ ^-p  C *y?*~<~*'/ 

y&y-z?  yy+t*t_p, 


& 


S'  ^ s^r  y£>//t  <Z-E 


r5  ^ — -<  ^c>a./L/j  y’jtyoA  y/rb? 

y c-z  yy^  c^p^/p  y^  '^*t////c-j  y^ ^ / ./e> 


/#  j,_  y 5"  ^ y/->- 


& 


/Z-t — C ^yrs?£?^jf  Z ' — O t^e* — ^OG  ^ y^-odisty* 

z & p,  ^c>  y^c  y y&  yE>* >^>y^<j^, 


9 s&<  dZ<Gi  /<  r~  . y yy<  s*'  * /#  y 


JT* 


/f3%>  <^E*-/y  £*s<>~<  'y^>c.yy y y^  /y~t 

££«.  /e+s-  <y  y <£^>  E2-^E? 

o J&  y — — 


<s> 


y^  ^y^-z  ^d/~c3  ‘&^—ey  y^-^yy^  y^p  y 


-Tv. 


~c.' . 


'■ 


A ’ 

. 


- v > - 


* . 


'-s  ..  . - '.  Vv-. 


\ - > 


■ • - - ■> 


' 


\ V' 


■ c ■ ■ v-  - ' -•  > ••  - . V-.V 


-•*  o' 


- • *, 


> - 


vV-^  • ' , -V  . . - V 


O 'viv  -S, 


V-  • 


' ••  \ A -\  ■ 


.5  >W'  x,  ; >• 


' \ 


'•■  :> , N 


tpTAA'R  /?J-roS 


cs/j;  <^>e  5 


a>  3 ^ >-<  ^ ^ ' Jp  fe <L^./  *A  /Z>-<  T^ic^tsf 

6 *~A  '*6 


<fsy2 

AAL«~ 


*/>»  'A  A// 


& 


<?isA~Z_ 


c»~<A*r&  t*-*-*  ****>/'  A<*~,  £j£>'f«/#t^"l/'pc A*/ 

^Z>  c.  4 s?  , '<l<^  / ^ -" 


4^ 


^ J3<A  7^*  A £ :^0<’*'1  ^ <£Sl  ^ytV 

S&L  ^~<r  ,sPl  cJ)  <A^5><?^-  /~ 

* 7~r  <lA  >7  / A '/^  yP?A—a>  /AA/4^  ^ ^ ^ <* 

At-*-£--Pi 

<2)  7PA?<r  r-s~*.  yt  ^Jc'/Af  3 S <3  ^ ^/L~t/y  /Tf^/sAsc/*^ 

2-  & /A  /A?x  «^>^/^>  A'^>  ^ 

''  b ^j7^ 


- ' 


Vs  ...  “ 


* 


•• 


-5.'  --V 


C?7~tf£rK  rflTVS 


^A  j z A*  A 5 


<2> 


Ac*.*-/y  A/Cc  y^o/^Xcy  yby  ^ ,4 a*s/<X  sAa^c  Acctsj  a.*.c/ 


^ A's4±  A~  S s*  3 A /Ac  X AtPS1+jIss'<>  ^ ( f~~ 


/s?^—y''os-y  ‘A, 


c?y* 


s** 


-/£r 


AA*  s-  /4  A*y ' ^ A ^-^yyy  y ^ ss  s-c  *t+cys*~A  /^*  c>  *t  A>  sc  AA  , 

A&y  s £ /4'y  ±>  A*  AA^  oy^A  *■ — * z?/~<X  ~-  e*cA*^ 


sA  dy*~cX/  A <^As  C-Ayj*.  s***  ■>  A *u4ty*~*-A ■ 


0 /^1  /%  S&  ^ / Jr  A C.  ZjZl  ^ IS  SSL  isjym^^ > /l.  ^/s  Zs\_  7^2  ^ 3 ^C>  i/^ 

A ^Ats  oA yC*^A  si ^~<  ^Asytyec*/  <s^A/A‘  *1  «Z  A Ae^h^, 


72>ff4J:R  A?/^tf#T/t>yi5 


& P?o  <£?**■<■  A ^st  A /A  A/ '/A  A*A  rsvA^s 

y/Zsi^y^  y+~s<-  (/’A A*  Al  St-  AX  A/Csc  At*.//  A*  C/A  y/o  AAc_  Cjs>  Au^js- 7 


-A  a?*< 


7~Ac  Ac  <Afsj  > ^>c  / ^ <yyye>6'~- f~"  y£> 

//  j / / 

A'*?  A Is  J^*s)  t-  A ysyts'A^ . A4  *~-  *4. 


0MS2  < 


/ y<  y&/?-c*s~  /so 


AA**su^ 


^A^is'/s/  Ac  A 


CLsi. — ? 


’/A  AA  /A^  ~/r 


0 A'^AAts^^  y&/cc/A^6>  y*s^<-  iA-  * ‘^A A jAs  ^Ats  / 

S^/'X  A**-  ^ Au  4 — 

^ ///S7<X<^^  £//y/X's  ^ ^ X/z*s*^~C  yZ’s^A/cs&'Z  /s.yen>^A  <**&& 

ys'yi?  <Z/XA**1J  ‘^*AA/  s*szA A<*f>*#**s’  A*  A cA<Am/As//^ 


' 


"X  X '• 


- 


• -*_» 

' ' ■'  ' v 


, 


■ v - 


" " * xYxi\ 


• " • • AX  •'  : ‘ - 


■ - »ii 

‘ 


' 


Xv  ~'\  ' X •-  . -- 

. v * 


-"  ^.-►V  •..  ••  . \ ’ \ 

*'  «*v-.  -•  • •-.  ‘ 1 ' • • s' 

>v  iC> 


• > - N 


- - V V ■ N 


As 


’•*»  v~*  A>  s'.  Y . ‘ 


•,  'X  -v  ■ 


■;  s ^.v,> 


* ■ ' Vy 


■x\ 


, ■■  '■ 


//AX*  rt'/Lfl  7^j 

^ t? 


l/^/VPVK  ^ajnP/t#'A'7 

/urps  ^siPAq  £>/rc  ^B/W 
, / 

fa  <-JtP  ptfoT 

fitz-fyeshd 

/,/Jp*  + 


/.  It  / utA  rPtp’f' 

4m„,£*+fK) 


/«&,-**  *t****uk» 
£<*»  ****#"  "+} 


/ yfJLt-tflffJ'o'l  fA 
/ 2<*r*a a?/ * 

./4^  f<APW  *ir*jn,  *h 


x^r 


~fbr-  L-t'A/-'*'*  h>  p*'G 


£S£ 


<zq/! 


tncdfje* ^ 


fire. 
’*&x 


/-  * 2 - /+//<>>*  J<  -$? f? 
/&>*>/*  


B<'A  Sts' 5 

/fynP+Q  /fy*,lC 
***&<&*$<. 


A j 

A*  // /a**1' 


BBC* 


/?e*/ex3 
JT&/K  //*& 


g--  ■ ^ 

• /,  sc.?'h*<S-B £*{/  7 

"gsz 13^  Pc  | 


p/a 


aA 


•fc  *■*- 


*^* 


^7  /<*/  Pf 

e^/*#J£r// 

' 7^/6’<r  *•  O'-* 


<z?sr  - 


y& 


JAOOGi- 

X /-<?/,  t4 

Pf/Saisz,  p A*-p/ 

X X~  Bff  '?  ^ /**■  PP'P 

a/ /P7/tPA9 

f\  _ /mi 


>r  , 


I*: — 

. ^ 

t 

• 

\ 

f 

i 

t Q - 
- ...  . 

/ ~ < 

r-r“ — — 



• 

fi 

. ...  ■ 

IT" 

7 

•N 

2 

y 

• 

<g  _ 

>7 

fV 

1 " 

J 

* - 

Tt  " 



1 

i 

V ... 

> ; - 



r 

i ‘ 

> 

•; 

' ■ ■**■■■■  " 

J 

* 

j ; 

- < 

— !-rr 

1 7 

r? 

/ 

:s 

t 

' - . - ...  r 

n — 

- 

_* — . 

_ 

V 

9 

X 

— ’ ~ 

► 

-■* 

— r- 

4 ; 

- 

' 

r* 

* • 

0- 

V. 

: A 

> > 



' ' 

i <■  i * — 

— t; 

. 0 

■ *-  - — 

^ . ■ ■ ■ 

> ■ 

. >. 

^ , ■ - 

-V- 

■r 

• 

_JL 

y W 

• 4 

- 

/ c 

• 

- tri-  — 

...  ’ 

? r r~ 

*1 ' 

,} 

.•  ' 

*■  ■ 

' -7 

. , / 

< ; 

' 

7 o/M  fp*r'"io'7 


73>  £er-J-j'£,  a^Arf 

ft> 

t/L-cKS 

//&  rC  Tr*  /ru^ 


/)l  To £ 

I^ZQUlrcd  j S'Cb&ra^ 
« charj  e_ 


gsAfFa 


pXC 


h/Yl 


*4. 


y<5. 


^ £?  K /?*  /V  ‘ **J 


Jfa 


/rffi 


JtfL 


S 5/3i  ri  _£,!**  faj  Yv  !jr$ 

M_  ,)^  //%  fa* 


S/fo 


fa, 


fa?  & ^ 


7?  fay fa»e  ^/fvr-fa  /rj  /yfi 


/'/t'z'f'  firm/tUe  y 


fab 


s 


fa/A 


Yn/ X 


o 


y^/sc 


/e^/yo 


XX* 


y^/fab 


% H6+  Q.fpy>c-a'ble-  -* 

^(pfc  «6*  suS-*/*'"**  *#"*  *"<*<-) 

7 ..,4.  >7  7**</A,  A /A  A A**-'  *»'/  **/* 


Xr  yf-  /4  y^s/A> 


"tc  C0<srt  j'*,  S-rytsJ  **  < 


/-  -^5 


y-y^-  7^77^/  7a«^~i? 


//a. 


_ &>*ipaq_ 


-zr&/r? 


#*: 


VUs 


-//&  Z:z>//<>Oisl'r'$  /ttJvirslmAa1'] 

fitstysr*^  T 


/^tJft/tAjLr^C.  mJ^oL^  MJftA**  /A^AAu^ 


/Qfrf  /d  rW/**r<  /rvddj>t£ 


A ft  ft 


JJ, 


'<■) 


____ _ __ t^JJi 

jf'C.  CAhm^c  JdAtcJ  (A A)  qg/f*'/,, 


Bj, 


r/D 


3_l* 


0 4>c*  ^e-fih-±r<  S%-ooAtni$ 


V 


B/yi 


iJ//l 


v 


&jyb &//f® 


3/vtP 


e/M 


*A 


i# 


2/ye 


yyr&dyi  A«3  c/z«_/f-  <JA  J-t- 

A Xr  .ztt*  s~t-/?o^/3  y^J-  y-A^  &y*  A a ^,,.„y  , y . «>  ✓ / 

..  / . /y  **c  **  /ycf 

A AAbu^ 


SZf*  — 

— AF/rc  A*y?  j '<  > 

x-  js*Ah  4,e  l%4'v<r>"  ** 

ftfB'-fe$^Attesj  FieU  13^1/efi w 


IsT) 


&tsi  < 


/jir~o  5 

Ued 


^P<?rt  /jkrrlu*~t  /j^t yjl/fAttJ 


0& 


'r*  5' 


7 


^of-h***  At  r$ 


'H<3 


_PPPM 

'fy/ous ychrjt 


X pfaus 


B //& 


ll 


r/o 


//* 


5/*» 


&///0 


f/^i> 


& / /fo 

f !h  „ 

/ 

#/0  ~ 
bJ7> 

to.  \ I Cm  ly 

P-  ftp* 

P'-r  pAtP**ii  c 

A FB  -Alh?s  p&'U  Bl)  (/el T m. 


• ' ' ~ ~?v“ 

IV 

/t/Tyji 


ce/yi^/i&L  £7ftC. 


/fyviL*  jtfjpmvZi  i 

//id*-*-  '•'< 


3 o 


-f~~f~ '/-*■  -*~^ 


??& 


7)0 


yc5 


yes 


ye.3y  //lAr*!*.  / /*y  ft ^ 
■fpr 


ft  // 


fti*  A ^ 

STy*  //  <&■ 


P4/ 

<$*/? 


/Z' 


■*- 


/<* 


7/Jerit  J'*t/‘)r  'b 

4 

C?Z^ft  0'/~  brStSM*  C / ’ 
>— rr-  4?  ftrftlmrt  & ^S 

/~7?  ft/  /ftf  <S*l  & 1 


yy - rio-ha^^icj^b/^ 


/y/^ 


a*L 


tftft 


f ft  /fpAfrt ' ■/i  eAjujtA- / 

br 


y'f/y’Doft 

/nr#  3 

5p^*£T 


co/yif/lfi1 

CO/Mf/fCL 


DfC- 


X'gM 


qr-^-T  ,-  , - • '^LJ-  ' ^ 

is 

L / ^.ysrTTr’^?  '^,-\-a  ra 


UsAjcU 


/<•*  J//o 


/V/A 


Js&t  X*  Uti>  £&*'/<_(’  ! 

/^/>6 


/fL’/Aon'Z'.e/  ^tr/nisa** 


£sne/- 


^/y'5 


) 




Xs  dX  Ye.SpU\s  e lTrn  & 


s*~  <_■  ^ V--*  - ■— 

/£ <€>A*H  * TftJvAt  / 


/«5 


"Hte_ 


Us 4k  /j  A'tr*'*-J?  *- 

77h*u 


^y/x5 


^ A/ 6+  anryfl^u,^  , 

<&  A?j  U t ytj  S*4$  /^/?  /-/'?/?  S'' t?>  • Jj? 


\~aFpTt 


Ca.  b I £L 


4//? 


y^/z/p 


s?7#r' 
/fjStsZe  />/f 


jyCftrtd*  6/) 
*ns/ 

c&si 


>/<£><?  ^ s /. 


JTJ 


■fvcjt/) 


''CM- 


r<  4/ 


*4*/^ 


/^/*r  -$f>{ ^3' 


.//<J /*■*#. 


r /o^  /«  M*- 
jt >o^fa 


J&^^jw****  r* 

jb^U  fi'CCrt*  0^ 
sC/v  ■/•/  ’*JC  £e/~i"  ^ e 

"Vne^-gi sr-c  d>  ? 


A/&1^  stttAJ*t? 
j&e  *-*  <?/&  ??<./; 

-A 


A/~0b^  A t^C  TtucS*/ 

T7n^iJtcc/^( 


i/frfpoft 

J~ -7~~T~ 


go/W/HZ. 


y)  '■iOS] 


tc^rn  b£c  J'BM.  \ 


genJ'r*^  / 


£*/!«•( 

g*v£ 


Y* 


0f3p"t**  7jh*~f 

& co/hJffai/ifa 


7 


C** 


An/ 


2 A0<*h''ri 
Jut# 


Cf/ifa* t / 


C*//d 

&+*X 


£*//**} 


y& 


r 


fiffjTtnjc  7;  W 

c/*S(  7/^^ 


SufTw***'  5^7/ZAdus) 


f?r*pr>  ck  r*2  fspop)S'>  ffa  <^7 


faL 


9ffa 


/X  b f/z&fkUi-S 
7y «>/>/'#*? 


A /fa*  /ZmJ /frrJti'Art 

C/***4$  ,XJ  ^ M8&  ihf  &•"/*"'  )/  £**/«* 

y,  ~ / „ '2.^0^°  & '3 

to#< & 4 ^ ' „„„  , 

^z-f>/r"A'V  * *■£»  M 


<s/tc.fcw 


2S  > 


/ybuys 


S^c/05  J^prov^d  ( 


■ Z<r<r>-- 


■/rw)  <*Y€ 

■**<  /?t? 

£*zf  &>  1 


T/e 


'£W~S 


,au 


r~ 


7^*  £lM 


y-dus*  ( 


]S£y_ Ypofi 
/U  TV  3 


? 


/*. 

jj 


oO, 


//s*A/  /h 
S?X* — 

Z?  s -— 


S / L— 

Tt& 


fo  &JL^ 


*Ha± 


nAt-hv* 


y<* 


o 


,Ajv^_//>  >y  gfto 

-£&l '-Ibk?*  /*r% 


*- 


/T  Tf  C Sf//u^ 


f 


£ <9 


T7TVC 


f^ptkk'ry 


4 <?**>■  /£>*  /^y  ft*r*y\ 

60/opsu- 
/L*td  ^ofru**-'-* 


j^g/n 


f^oPrS 


J*r5 


I fix  ^h 

0 

-7S-A  i'  >aO 
/Pfjjr&yt*  ' ir  C/*44  , 

as/-  /yuA-id'K/W'tr? 


Vv 

i 

y<* 

y 

y* 

y*s 

ye. 3" 

farfam  I - — 'ZZYStfafa 


//JTjyDOl^  p/3/?)  ZOfa 

fa/7fapL~  fafa/JY 


Yfap/^<-^p  on 


fa 'fa  fa  fa*6  fa 

fa — I J) 

fapfa?^  ~'  AJ 

' "7 

fZ*  •/* 


Y* .,  ... 

£r/>YcIfafaJ  /°°y/^fa££ 

Pi/  i** 


PhC 


J 


Ye* 

po 


7g^  0fa 
-fa fa/  JPPc/u  * Yi  Yfr 

jC*-vi.-i  ’e/r  7^>  fafakf'")  t ti 

A~n  A*fa  P>'i"'<z>'j} 

fafaYtt 


fafa  favtu/ 


fts 


/VO 


U'Arr'**  T^p  * 

/4*# t 


M 


y<5 


At  WiUfvv  /£%  />aHT6  £uf>fa"/  m lH(Oyi^)  for 


fa0  /%/■  ?3  %_ 

2?  <=7 


’re-J  i r , J^g^J.  -fe&  20%  / 


0/7  c/o  3/0*15 


^ A*-  A'9''3  fi/r+"-p/)s>  f 

j'sisfil/f-J &**-<£  ' ' 

s jA  ■'  £ /s  5 yi**4.  • — 0*^4 


Ah 


/?/ 'V  C,'yo/‘>re3  A?  * c/  <sC£  /'s7  yO  S~C>  €&*/~ 

y° J^~°  CA 0 A /?^7*26<yji 

/? /^v  eA<-/~  i'  A'fiA  'r  %~ a. *1- 

y//j — c/^<lA  j5"  cy^/^a  s~  ;/-  ^ f y^O~r-/  Ac//^ 

fit 


5 j y /i  * A 'C*-' t /•  ✓ C^*ry&  *-0  is  (yy^c/L-A/  A /-  <■  '//V 

A /7  J '<■  A-/  5 <-'f>/°*  '"^  Ay — ^ 

r->  TifrljiA-T^  ^— ■ — 


y ' ■* 


2 A /~<  /a/'f^'Q  /2>  s'  yyyicsiA  /r/<'s*^/r''  y<^/yo/>s'  A 

5X&/s/*/ shot  A?  y?s-skf*/— 


si 


A^  y *4  <>ts  /A  A '<€  s^f  / s~c-*.&<-/A 


ft  Jf  CO  /T)  /V)  £ A/ P/)  P/0  tV 5 


ft  c/ 5 P O /tip ft  ft cs/>/>or 

— Z~/yn j^Lt:  ft  <9\  ftft  /4j^/c  / /t?  f*  3 o'  f/> 

* /('*is>/£  <*  ^ /''^u-y'  ft  / C*.  //} 

■=>  /?<ysU<  ft*"  of'  ftft  fty  As  ft 

0 OjO^*\  Ca//s  fty,  ftt>o^  /ft*Ly 

9 ft7ccrt*tft~^  oft  £ is  $ /-t>A*JL"S  y/f-~  y£>yOZ>ftft{  sPu  - 

, p*  O'tfH-Mr  / ^/c?*l*~yO  £ /A  ft  fJcpo^^ 

0 ’7~~o  -ft  / y&#  r-/ 4s  pcsa/Ai^-^p  / s s4+~^  /sreftft"*^  (^(c/j'ft  cfttft 

//?r>^<s^  £c*6.  ft?  ft>  ooi^.  ycM*^  9*1  3 ' ' ^ ^ 

./Zip* y&  ftf sU<+  *ft~  _^7C?  yC?ft  / O'yy>o  £0 


ck+*x 


f?  J "** 

/'>-&  L*J  ZC  ( 

ft/ 

♦ 

jZ/yx  /?/f/)^^ft  </ft <c  ftft** ' ^/U/<  ■ / ft  <£rft/r*$ 

' / ✓ £ 
/«  ft  /?<*  Mo^il/lt/  <slA~sHo>  <*  /£  ■'P  


///  ft  * <9*7— ft  ft~r  <£  ft  *t  * cm- A 9/ 

£ /'ftft  </C*i 


/ftfcP £-ft~0  *441  ^ yft^  ft 


<*■  ' 


- v ^ 


- - --  . 


~ 


~ — {^i-h  vhd_  Qll^jlb-ryv:  C? 

_ ~^£r-  S>yi£, z/cL/^.  ~ti^yM  C ,-  <3Cr7L£^L^  - — C 5 > 3£jj:  5 . - 3C  f )) 


>'•  » ' ■ \ -V . 

' 


■ . ■ ■ • ' . 


• • v • ■ ■■■■; 


■ 


;> 


■ 


•* 


. 


■Wj 


P fiC-toLCz}'  {f~7  <? 


f 6<a  ~ tyy^  X-*  a'CjZc^c  zc 


A 


~l£-'  CLddArZ'IJL^  > CU £0~^ 


4 ^fyi^zzlzA  OLAASA_Cnj^r^ 
* ~f^,'U?fr  L' LL^j^-rrVLAL-A 


CiyA— 

Cc^AZyt^77^2AL.^  a£-a/-X 


a^j'tJ) 


TjL^  - AA  t 


O-Ats  A* 


'Pf 


A^s^f-  f-o 

“& 


»*'**“' 


< yOA~OCl 
^ dL^~<D 


■ - : v,.vv' 

\ v\- 


V 


* 


